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When Asking Questions
• Ask general, open questions. Questions that begin with "What" and "How" help you to get more information. • "Why" is not recommended because it probes for a motive and may result in defensiveness. • If the other person has difficulty in answering, say: "Let me rephrase the question…" and ask another question that provides additional clues. • Ask permission before directly providing information. Ask: "Could I make a suggestion?"
Examples of Questions to Ask
• "What are your concerns about this task?"
• "What do you think we can do to improve this situation?"
• "What changes would you like to see in the way it is done?" • "What other changes could be made?"
• "What improvements can be made to the way we do things here?" • "Which of these changes should be tackled first?" • "What were the results of that action?" • "What is the first thing that needs to be done?"
• "If you do that, what might the consequences be?" • "How could you prevent that problem from occurring?" • "If the problem occurs in the future, what could you do now to reduce its seriousness?" • "What support do you need from me?" • "How can I help?" 
Instead of…
Try this one… "Are you sure you like doing this?" "How do you like doing this?"
"Do you think you need to do this better?"
"Are there ways to do this even better?" "Don't you think things could be changed here?"
"What concerns do you have about doing this?"
"Why do you have such a hard time with this part?"
"What parts of this are the most challenging for you?"
"Why is this so challenging for you?" "What do you see as the reasons that make this challenging?"
Questions To Ask When Following Up
Once a project has been completed, or a goal has been reached, be certain to follow up with your staff.
• "How do you feel about your progress in carrying out your plan?" • "What did you learn from this experience?" Clarify what is being said and confirm your understanding.
• Briefly paraphrase the substance of what was said Be respectful. • 
Use both verbal and non-verbal responses
The more interested you are in what the other person has to say, the more that person will be interested in what you have to say.
Communicate Observations
• When you see it, say it-never let good work go unnoticed
• Don't beat around the bush. Be gentle but direct. Say exactly what you observe in a non-judgmental way. Get to the point quickly.
• Be specific and concise by stating expectations followed by observations. State what was agreed upon and exactly what you observe.
• Be objective and non-threatening
• Be aware of your body language, voice intonation, and facial expressions
• Avoid sending someone else to do your job for you (i.e. asking a supervisor who "knows the person better than you" to address the issue)
• Avoid using the "good news/ bad news" ploy • What is the person doing or not doing effectively? Be as precise as you can.
• What impact does the person's behavior have on achieving your group's goals or individual objectives?
• What impact does the behavior have on other members of the team?
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Examine your motives.
When coaching someone you think is a problem performer, take a close look at your own behavior first. Ask yourself how you might be contributing to the problem.
Unrealistic expectations. Ask yourself, "Am I using my own performance as a yardstick to measure others?" You've probably progressed in your career by setting high expectations and achieving an outstanding track record. Assuming that others have identical motivations or identical strengths may be unrealistic and unfair.
Interfering feelings. Ask yourself, "Is it hard for me to identify with someone who's having a problem?" Be self-aware and recognize when your own feelings, such as anger or frustration, may keep you from appreciating what someone else might be feeling-and may cloud your observation and analysis skills.
Failing to praise. Ask yourself, "Have I remembered to give positive feedback?" Often managers forget to take the time and look for opportunities to give positive feedback. Over time, an absence of positive feedback could contribute to problem behaviors or attitudes.
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Activity: Providing Feedback
Please consider the following situation:
You are the administrator of a CBRF. Recently one of your staff, Michael, has established a pattern of arriving late for work. At first, he was only about 5 minutes late once or twice a month. At this point, he is arriving 15 minutes late two or three times a week. Other caregivers have noticed Michael's tardiness and have begun to complain to you and each other. Last week you frowned at Michael when he was late, hoping he would get the idea. But today, he was 20 minutes late! You have to admit that Michael is not your favorite employee, but the residents seem to like him and he provides good cares. You know you need to provide feedback to Michael and wonder how you will approach the issue. 
Assertive Communication
Communicating assertively with others does not come naturally for many people. Most of us need to learn how to be assertive communicators, rather than passive or aggressive. What does it mean to be "assertive?"
• Assertiveness is about standing up for yourself, but also about respecting the opinions and needs of others. • When we communicate assertively, we are clear about our opinions and wishes, but
we are also open to others'.
Passive, Aggressive, Assertive Traits
Each of the three communication techniques uses very different approaches. Most of us use techniques that will be found in more than one area. In order to recognize a technique, let's discuss some common traits of each.
Passive
• easily intimidated by others • worries about others getting angry • sometimes feels like a "doormat" (walked on by others) • believes that his/her rights and opinions are not as important as those of other people • avoids eye contact • appears shy and has difficulty saying "no" when asked to do a favor • overly-courteous and might do just about anything to avoid a fight, argument or disagreement • gets angry when someone violates her rights, but isn't likely to stand up for herself directly • feels put down, taken advantage of, or abused • intimidated by authority and has a hard time dealing with supervisors • at high risk for being used or taken advantage of • rarely gets what she wants or needs NOTE: In a dangerous situation, it is appropriate to behave passively in order to protect yourself. UW Oshkosh CCDET 10 April 2016
Passive/Aggressive
• passive in communication; aggressive in actions • agrees to a task then sabotages the outcome • says one thing and then does another • won't stand up to someone directly, but criticizes others behind their backs • refuses to take responsibility for actions and prior agreements Aggressive • Ignores others' feelings and rights • Believes that her rights, opinions and needs are more important than others' (her way or the highway) • Violates others' rights and boundaries in an effort to get what she wants • Sends the message: "I matter more than you do, so get out of my way"
• Uses a loud tone of voice, violates personal space, "in your face" • Is demanding, angry, and hostile in getting to her goal • Exaggerates the facts • Often does not get her needs met because she alienates others Assertive • Respects the opinions and needs of others (empathetic) • Uses a calm tone of voice • Believes in her own opinion and right to be heard (selfrespect) • Makes eye contact and respects the personal space of others • Avoids labels and judgments • Asks rather than demands • Values herself and values others equally • Is neither a "doormat" (passive) or a "steamroller" (aggressive) • Uses "I" statements to get the message across • Does not exaggerate the situation • Sticks to the facts • Often gets her needs met because she is respectful of others UW Oshkosh CCDET 11 April 2016
Tips for Assertive Communication

Making Assertive Statements
Since assertiveness doesn't come naturally to most of us, let's practice a bit to perfect your technique. Take a look at the sample sentence structures below.
Use this template to communicate more assertively:
When you ______, I feel _________." An assertive person may also need to tell the person what they want: Applying Labels: "If you weren't so disorganized, you might be on time more often." The person you're speaking to begins to defend themselves about being disorganized, and forgets all about the original message, being late.
Over-generalizing: "You're always late." The person probably isn't always late, so they will focus on "always" instead of hearing your message.
Finding Fault: "It's not my fault you're late." Again, the focus instantly goes to who caused the situation, and veers away from the message.
Failing to Empathize: "I can't understand why you're always late." A good rule is to try and put yourself in the other person's shoes.
Activity: One Conversation, Three Styles
Let's take a look at a situation in which two people have a conversation that demonstrates each of the 3 styles. After each scene, we'll discuss which style was demonstrated (passive, aggressive or assertive).
Sara is a caregiver in a small group home for persons with moderate developmental disabilities. Sara works the third shift, from 10 pm to 6 am, so that she can be home during the day with her 3 year-old daughter and get her 7 year-old son off to school. Another caregiver named Audrey relieves Sara each morning. Sara can't leave the facility until another staff person is there.
It's Thursday at 6:15 am, and Audrey is late for the third time this week. Sara knows that Audrey has a new boyfriend, and Sara suspects that Audrey is out late every night with him. Sara is upset because she needs to get home to her family. Sara also thinks Audrey is taking advantage of her.
At this point, Audrey breezes into the group home with a big smile on her face.
